NY JIAIY Slrio O F Y e o)lod o pys Sl

Lo ;o Cu pde ple deliing

G5 15l 50 (b Gloas 4y Cowd b ydo Buos i) 9 65l ool (il i
Olpl pogas b Sl jo Wiy w0 ool S0l (WSl by Lis) 9 W il yd
G944l 381 S (S bl ol b (LS g5 emle ( SLL (B30
ol ol ol oy oMl of3T oSl (ol )3k <o yre (61155 (g2l

babaeimojgan478@gmail.com

U1 G35 ol R oIS yen 0l Sl ol = 9o o e gl dmmgo (S3HPST S ko | sli 15
SIP S
Htavakoli1l99@gmail.com
U a5 o2l 25 ¢ 1S o0 )16 ol o 59 o e D90l dummgo (53519355 o phonkihf (guilid 15
SIP S
Yasaman.kohan1364@gmail.com
S sl Gl sl 2l el o8Bl 13T oL oy wly (SI)5L C y1k0 09,5

Elahenouri9294@gmail.com

VRSN Y Lasl b VEYN VY oy G VRSV NY il e gl

The role of people's feelings of disgust and resentment towards banking
services in influencing brand erosion and unethical behaviors in lIranian
private banks is changing
Mojgan Babaei, Haedeh Tavakoli Tehran, Fatemeh Kohan Shahripour, Fatemeh
Kohan Shahripour

PhD Student in Marketing Management, Islamic Azad University, Zanjan Branch, Zanjan, Iran
Haedeh Tavakoli tehran
Master's degree in Technology Management, Faran Mehr Danesh Non-Governmental-Non-Profit Higher
Education Institute, Tehran, Iran, Technology Transfer Orientation
Fatemeh Kohan Shahripour
Master's degree in Technology Management, Faran Mehr Danesh Non-Governmental-Non-Profit Higher
Education Institute, Tehran, Iran, Technology Transfer Orientation
Elahenouri
Department of Business Management, Zanjan Branch, Islamic Azad University, Zanjan, Iran, Strategic
Orientation



mailto:babaeimojgan478@gmail.com
mailto:Elahenouri9294@gmail.com

NY JAY Slxao VY ojlads cpgw Jlo
Lo ;o Cu pde ple deliing

Abstract

The main objective of this study is to investigate the
effect of marketing mix factors and brand image on
customer satisfaction and customer loyalty from
banking services in private banks in Iran. This study is
applied in terms of purpose and descriptive-analytical in
terms of method, using a survey method with a causal
approach. The statistical population in this study is
customers using banking services in private banks in
Iran, and the statistical sample is 384 people, who were
selected using the Cochran formula and a simple random
method. The primary data collection tool is a researcher-
made questionnaire derived from the article by Peyton
et al. (2020), and its validity was confirmed in the form
of face validity and factor analysis method with the
KMO index, as well as their reliability by reporting the
total Cronbach's alpha coefficient (0.927). Descriptive
and inferential statistical methods were used in data
analysis, in which SPSS version 21 software was used
in descriptive analyses, and structural equations and
LISREL 8.8 software were used in inferential analyses
and testing of research hypotheses. The results of the
study using the path analysis technique show that
marketing mix factors affect customer loyalty, and brand
image affects customer satisfaction and customer
loyalty. Similarly, customer satisfaction affects
customer loyalty, and finally, practical suggestions are
provided based on the research results.

Keywords: Marketing mix, brand image, customer
satisfaction, loyalty of customers using banking
services
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